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ABSTRAKSI 
 
ANALISIS PENGARUH DIMENSI KUALITAS 
PELAYANAN TERHADAP KEPUASAN PELANGGAN 
PENGIRIMAN BARANG DI PT. POS INDONESIA 
(PERSERO) DEMAK 
 
 
HARYO RIRIH SATOTO 
NIM. 2014-11-077 
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  2. Dr. Drs. H. M. Zainuri, MM 
 
 
UNIVERSITAS MURIA KUDUS 
FAKULTAS EKONOMI DAN BISNIS PROGRAM STUDI MANAJEMEN 
 
Penelitian ini bertujuan untuk menganalisa pengaruh bukti fisik, kehandalan, 
daya tanggap, jaminan dan empati terhadap kepuasan pelanggan pengiriman 
barang di PT. Pos Indonesia (Persero) Demak. Dimana diajukan lima variabel 
bebas dan satu variabel terikat, yaitu bukti fisik, kehandalan, daya tanggap, 
jaminan, dan empati sebagai variabel bebas dan kepuasan pelanggan sebagai 
variabel terikat. 
Penelitian ini dilakukan dengan metode survei terhadap pelanggan 
pengiriman barang di PT. Pos Indonesia (Persero) Demak dan dianalisis dengan 
regresi. Tahap pertama menguji validitas dan reliabilitas pertanyaan setiap 
variabel. Tahap kedua, meregresi bukti fisik, kehandalan, daya tanggap, jaminan 
dan empati terhadap kepuasan pelanggan pengiriman barang di PT. Pos Indonesia 
(Persero) Demak. 
Hasil penelitian menunjukkan bahwa variabel bukti fisik, kehandalan, daya 
tanggap, jaminan dan empati secara berganda terbukti memiliki pengaruh yang 
positif dan signifikan terhadap kepuasan pelanggan pengiriman barang di PT. Pos 
Indonesia (Persero) Demak. Perusahaan perlu meningkatan kepedulian karyawan   
terhadap setiap pelanggan dan lebih meningkatkan daya tanggap para pegawainya, 
terutama dalam hal kecermatan pelayanan kepada pelanggan sehingga 
meningkatkan kepuasan pelanggan. 
 
Kata kunci:  bukti fisik, kehandalan, daya tanggap, jaminan, empati dan 
kepuasan pelanggan. 
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ABSTRACT 
 
ANALYSIS OF THE EFFECT OF THE QUALITY OF SERVICE 
DIMENSIONS ON CUSTOMER SATISFACTION IN THE 
DELIVERY OF GOODS IN PT. POS INDONESIA  
(PERSERO) DEMAK 
 
 
HARYO RIRIH SATOTO 
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Guidance Lecturer : 1. Dr. H. Mochamad Edris, Drs. MM  
  2. Dr. Drs. H. M. Zainuri, MM  
 
 
UNIVERSITAS MURIA KUDUS 
FACULTY OF ECONOMIC AND AND BUSINESS STUDY PROGRAM OF 
MANAGEMENT 
 
 
2. This study aims to analyze the effect of physical evidence, reliability, 
responsiveness, assurance and empathy on customer satisfaction in delivering 
goods at PT. Pos Indonesia (Persero) Demak. Where five independent variables 
are submitted and one dependent variable, namely physical evidence, reliability, 
responsiveness, assurance, and empathy as independent variables and customer 
satisfaction as dependent variables. 
3. This research was carried out by survey method to the customer of 
goods delivery at PT. Pos Indonesia (Persero) Demak and analyzed by 
regression. The first stage examines the validity and reliability of questions for 
each variable. The second stage, regressing physical evidence, reliability, 
responsiveness, assurance and empathy for customer satisfaction in delivering 
goods at PT. Pos Indonesia (Persero) Demak. 
4. The results showed that the physical evidence, reliability, 
responsiveness, assurance and empathy variables were proven to have a positive 
and significant influence on customer satisfaction in delivering goods at PT. Pos 
Indonesia (Persero) Demak. The company needs to increase employee awareness 
of each customer and further improve the responsiveness of its employees, 
especially in terms of accuracy of service to customers thereby increasing 
customer satisfaction 
 
Keywords:  physical evidence, reliability, responsiveness, assurance, empathy 
and customer satisfaction. 
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